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The Division of Local Services’ Gate-
way is a set of online modules that
allow authorized local officials to log in,
enter, analyze, sign and submit infor-
mation to the Department of Revenue
(DOR). Municipal officials with reliable
Internet connections can communicate
directly with DOR’s database and DLS’
internal workflow and activity tracking
systems. This means greater efficiency
and accountability as DLS aims to
make complex review and approval
processes faster and more transparent
for thousands of local officials. 

After successful pilot testing of tax rate
setting and Schedule A submissions in
17 communities over the last 12
months, assessors, accountants, and
other local officials will use DLS Gate-
way as the preferred method for sub-
mitting local information, running ana-
lytical reports, and checking status for
all municipalities and districts begin-
ning in fiscal year 2009. Assessors in
most communities got a head start last
spring by using Gateway to submit real
estate sales information online for com-
putation of Equalized Assessed Valua-
tions (EQV). 

For municipal departments with fast
and reliable Internet access, pilot test-
ing showed that officials preferred on-
line submissions because: 

• They knew whether DLS had the lat-
est submitted information;

• Errors were easy to correct;

• Analytical and statistical reports
used by DLS analysts were now avail-
able for community use before signing
and submitting data; and

• DLS Gateway is easy to use, requir-
ing no special training.

Successful expansion to all municipali-
ties and districts will require local par-
ticipation in managing who wants to
use the system and setting appropriate
permissions. For example, many local
finance officials contribute to assem-
bling the correct information and mak-
ing the decisions that result in a com-
munity’s tax rate submission. Many
officials, therefore, may need permis-
sion to enter information and sign forms,
but only one official should have the
ability to determine that the bottom line
totals and percentages derived from all
the forms are correct and ready for sub-
mission. Usually that person is the chief
assessing officer, and DLS has set per-
missions accordingly based on the best
information available. Realities in your
community may call for a different per-
son, in which case the local account
administrator in your locality can make
the necessary changes.

Gateway Expands to All Cities,
Towns and Districts for
Submissions Online
David Davies, Director, Information Technology 

continued on page 9
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need information or have a complaint.
More than 60 cities in the United States
currently use 311. The City of Somer-
ville has been a leader in this area and
was most helpful to the City of Spring-
field as it moved forward to determine
if 311 would be the right fit for the com-
munity. Other municipalities in the
Northeast using 311 include Hartford
and Danbury in Connecticut, and Buf-
falo and Rochester in New York.

The type of knowledge-based data
center created through 311 affords nu-
merous economies of scale for service
delivery or what is more commonly re-
ferred to as Citizen Relationship Man-
agement (CRM). CRM is a broad term
that involves various technologies cus-
tomized to fit the needs of particular
applications. In the case of local gov-
ernments, CRM’s key benefit is the ac-
countability it provides in being respon-
sive to concerns in the community. 

The 311 software allows for the integra-
tion of work order systems with cus-
tomer service requests in each depart-

This fall, the City of Springfield is
scheduled to implement a 311 Call
Center operation, which will provide its
151,000 citizens a common access
point for city services and information
by voice, e-mail or the Internet.

Through 311, residents gain equal ac-
cess to government, regardless of their
individual familiarity with city opera-
tions, and receive faster service from
trained call center professionals. Cus-
tomer inquiries are tracked through a
ticketing process to ensure a level of
accountability and quality control.

In 1997, the Federal Communications
Commission reserved the number “311”
nationwide for non-emergency access
to local government services in the
United States, thus offering a “one-stop
shopping” center for access to city
services and information with an easy-
to-remember telephone number. 

Springfield’s phased rollout of 311 will
mark the completion of many months
of development and planning. The pri-
mary goal is to improve service delivery
and timely response to citizens who
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DLS 
Commentary

On July 13, Gover-
nor Deval Patrick
signed the FY2009
budget, which in-
cludes an increase
of $223.2 million
or 5.99 percent
in Chapter 70 aid.

Besides increases in Chapter 70 aid,
the budget provides increases of $2.8
million for Regional School Transpor-
tation, $5.9 million more in Charter
School Tuition reimbursements, $2.8
million more for Police Career Incen-
tive aid, $5.4 million more in Veterans
Benefits, and an additional $2 million
for the PILOT program.

Despite this, the outlook for the new
fiscal year warrants fiscal caution for
cities and towns. As DOR Commis-
sioner Navjeet K. Bal noted in her
July 16 announcement of FY2008
year end revenues, the Common-
wealth’s tax collections for FY2008
were more than $1 billion higher than
those of a year ago. But the elements
that drove those collections — income
tax paid on capital gains, dividends
and interest, settlement of some large
tax lawsuits and strong withholding
tax collections, “will likely not occur
again in FY2009,” warned Bal.

Still awaiting final legislative action in a
supplemental budget are: a proposal
to allow communities to borrow for fea-
sibility studies now required as part of
the SBA program; an additional $4
million in local funding for snow and
ice removal; and $4.7 million to fund
shortfall in the FY08 Charter Tuition
reimbursements.

Finally, we’d like to welcome Pam
Kocher, formerly of the MMA, to the
administration as ANF’s new director
of local policy! Please read her profile
on page 11 to learn more.

Robert G. Nunes
Deputy Commissioner & 

Director of Municipal Affairs

The 411 on 311
Patricia Vinchesi, Deputy Director, Springfield Finance Control Board

Best Practices

continued on page 10
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In two recent decisions the Appellate
Tax Board (ATB) addressed the as-
sessment of publicly owned real prop-
erty under M.G.L. Ch. 59 § 2B. The first
case concerned the taxation of private
aircraft hangars at a municipal airport.
The second decision pertained to the
assessment of a hydroelectric facility
for land under the Connecticut River,
based on the company’s water rights.

M.G.L. Ch. 59 § 2B provides in perti-
nent part that where real property,
owned by the commonwealth or a mu-
nicipality, is used in connection with a
business conducted for profit or leased
or occupied for non-public purposes,
it may be valued, classified, assessed
and taxed annually as of January 1 to
the user, lessee or occupant in the
same manner as if owned in fee. This
statute also states that no tax assessed
under § 2B shall be a lien on the prop-
erty, and payment of any tax may not
be enforced by a sale or taking of the
property. Under common law, govern-
mentally owned property would be tax
exempt. The rationale for enactment of
M.G.L. Ch. 59 § 2B was to permit the
assessment of taxes on ordinarily tax
exempt governmental property to those
persons or entities using or occupying
the property for their own benefit rather
than for a public purpose.

In Smith v. Assessors of Fitchburg,
docket # F277870, (January 2008), the
ATB upheld the assessment of the pri-
vately owned hangars constructed on
city owned land at the Fitchburg Munic-
ipal Airport. The taxpayers had argued
that the aircraft hangars were exempt
from taxation under M.G.L. Ch. 59 § 2B,
since the statute, by its terms, ex-
empted from tax any use, lease or oc-
cupancy, “reasonably necessary to the
public purpose of a public airport.” Ac-
cording to the ATB, the hangars did not
serve a public purpose since they were
held or rented by private individuals for

the storage of their private aircraft. Ac-
cess to the locked hangars was strictly
regulated and the general public could
not use them. In their oral and written
argument, the taxpayers also failed to
demonstrate that the private use of the
hangars benefited the city in some
way, such as, by reducing traffic in the
City of Fitchburg. In addition, the ATB
observed that the hangars, although
admittedly convenient for the private
owners, could not be seen as reason-
ably necessary to the public purpose
of the airport. The ATB wrote that this
situation differed dramatically from that
presented in MCC Management Group,

Inc. v. Assessors of New Bedford
where the ATB in the year 2000 dis-
missed a tax under M.G.L. Ch. 59 § 2B
on a privately managed public skating
rink. Unlike the scenario with the hang-
ars, the ATB had ruled that the skating
rink, which was open to the general
public for a modest admission charge,
was reasonably necessary to the pub-
lic purpose of a park.

In our view, the decision in Smith is
consistent with the Division of Local
Service’s opinion letters. We have con-
cluded, however, that certain leases
would be characterized as reasonably
necessary to the operation of a public
airport and not taxable to the lessee
under M.G.L. Ch. 59 § 2B. Such non-
taxable leases would include property

leased by private commercial airlines
for passenger ticketing, waiting areas,
places for baggage and sites for the
storage and maintenance of aircraft.

The second ATB case concerned the
assessment of the Northfield Mountain
Hydroelectric Facility by the towns of
Northfield and Erving. The decision
was Northeast Generation Co. v. As-
sessors of Northfield, docket #
F287573 and Northeast Generation
Co. v. Assessors of Erving, docket #
F287884, (April 2008). A question
arose concerning the allocation of
value of the pump storage plant be-
tween the two towns. The total fair mar-
ket value of the facility was in excess of
$500,000,000. The Northfield asses-
sors, however, maintained that their
town’s portion of the valuation should
include the land under the Connecticut
River. The Northfield assessors con-
tended that the facility leased, occupied
or used the riverbed of a navigable
river, held in trust by the common-
wealth, for its for-profit business pur-
poses. The ATB disagreed. Taxation
would be entirely permissible under
M.G.L. Ch. 59 § 2B if the facility was ac-
tually using, occupying or leasing the
land in the riverbed. However, the facil-
ity did not possess that real estate. Ac-
cording to the ATB, the facility merely
had the right to draw water from the
river and discharge it back into the river.
Any water rights held by the facility were
appurtenant to the land on which the
plant was located, and were not sepa-
rately assessable by the Northfield as-
sessors. Relying on prior court deci-
sions, the ATB held that Northfield
improperly assessed a tax under
M.G.L. Ch. 59 § 2B on the facility for its
water rights. The ATB therefore granted
a partial abatement to reduce North-
field’s percentage portion of the total
plant assessment.

Taxation of Leased Public Land
James Crowley, Esq., Municipal Law Bureau

Legal

continued on page 8

The right of way
increases the home-
owner’s property value
since it permits access
and development of
the land, but the right
of way itself is not
separately assessed.
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Did you know that the state average
single-family tax bill has increased
every year since fiscal year 1990? Un-
fortunately, that has not been the case
for the state average value of a single-
family home. During the early 1990’s
and again in FY2008, the average value
decreased. During times of economic
downturn (1992 to 1994) the average
value dropped over $13,000. The aver-
age value saw — for the first time in a
decade — a slight decrease again in
FY2008. Even though the values de-
creased in FY08, between FY1999 and
FY2008 the average value has actually
increased by 132.6 percent; while, dur-
ing the same time period the average
tax bill has increased 60.8 percent.

This article reviews FY2008 single-fam-
ily tax bills and property values across
the commonwealth. As in previous
years, this article ranks communities
statewide. It also highlights some major
trends and discusses the impact on
single-family tax bills. The analysis is
based primarily on FY08 data as re-
ported by local assessors to the De-
partment of Revenue’s Division of Local
Services (DLS).

Average single-family property tax bills
are calculated by summing the as-
sessed value of all single-family parcels
in each community, then dividing this
total by the number of parcels resulting
in the average single-family property
value. This average value is then divided
by one thousand (since tax rates are per
$1,000 of assessed property value) and
multiplied by the residential tax rate.

The 14 cities and towns that have
adopted a residential exemption are
excluded from this analysis because
they do not submit sufficiently detailed
data to DLS to determine their average

tax bills. Four communities (Cumming-
ton, Gosnold, Middlefield and Rich-
mond) had not set rates in time for this
publication, and were, therefore, also
excluded from this analysis.

Statewide Trends
Tax Bills
As mentioned above, over each of the
past 10 years (FY1999–FY2008), the
average tax bill has increased in both
actual and inflation adjusted dollars.
The smallest percentage increase over
the last decade occurred in FY2008
when tax bills increased by $149, or
3.76 percent, to $4,111. The percent-
age increase of the average tax bill
over the past decade ranged from the
aforementioned 2008 recent low of a
3.76 percent increase to 2002’s high of
a 6.7 percent increase. The cumulative
percentage increase over this period is
60.8 percent; in other words, the aver-
age homeowner is paying property tax
bills 60.8 percent higher than ten years
ago. However, using the implicit price
deflator for state and local government
services the constant dollar increases
over the same period was only 9.31
percent, indicating that tax bills are
barely keeping up with the cost of serv-
ices. In fact, tax bills have failed to keep
pace with inflation using this measure
in each of the last four years.

Tax Rates
As the rate at which tax bills increased
fluctuated, the average tax rate stead-
ily decreased from a high of $14.73
per $1,000 in 1999 to a low of $9.74
per $1,000 in 2007 due to constant (al-
though not at a steady rate) increases in
property values. However, as the mar-
ket began to sink, tax rates increased
again in 2008 to $10.00 per $1,000.

Property Values
In addition to the first increase in the
average tax rate in a decade, FY2008
also ushered in a dramatic switch in as-
sessed values across the state. Values
had reached double-digit percentage
increases every year between 2001
and 2005. The highest of these value
increases was in FY2005 when the av-
erage value increased from $307,361
to $352,820; although the greatest per-
centage increase, 15.4 percent, was
from 2003–2004. This steady growth in
values had slowed at times during the
previous nine-year period, but in
FY2008, for the first time in a decade,
the state’s average value actually
showed a net decrease of .073 percent.
This drop decreased the average value
from $406,673 in 2007 to $403,695 in
2008. Over the course of just three
years, from FY2005 to FY2008 the rate
at which values had been increasing
slipped from 14.79 percent (FY2005) to
9.26 percent (FY2006) to 5.49 percent
(FY2007) down to negative .073 per-
cent, a striking drop of approximately
five percent each year.

Despite the fact that FY2008 brought
more increases in tax bills, the first in-
crease to the average tax rate in ten
years, and the first drop in the average
value in a decade, it should be noted,
that the average single-family property
value in FY2008 is more than double
what it was in FY1999: in 1999 it was
$173,576 and in 2008 it is $403,695,
showing the 132.6 percent increase in
value previously mentioned.

As the value of residential property has
climbed, a greater portion of the tax bur-
den has gradually shifted to the residen-
tial class of property owners throughout

Fiscal 2008 Average Single-Family Tax Bills
and Assessed Values
Amy Januskiewicz and Terry Williams, Field Representatives, Bureau of Accounts

Introduction & Highlight by Jared Curtis, Analyst, Local Aid/Databank

Focus on Municipal Finance

continued on page 7
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Massachusetts. Up until recently, this
was because the value of residential
properties was escalating each year
far more dramatically than commercial,
industrial and personal property (CIP)
values. The total assessed value of all
CIP increased 86.6 percent between
FY1999 and FY2008, but still did not
keep pace with the 159.7 percent in-
crease in total assessed value of all resi-
dential property classes. As a result of
this difference in the rate of appreciation,
the residential class is bearing a signif-
icantly larger share of the statewide
property tax; increasing from 67.85 per-
cent in FY99 to 73.3 percent in FY08.

Community Trends
High values and high bills;
(comparatively) low values and
(comparatively) low bills
The six communities with the highest
tax bills in FY2007 retained their rank-
ings in FY2008. Each of these six has
average bills that exceed $10,000. As
recently as FY2002, no town had an
average bill over this mark, but in 2003
Weston became the first when their av-
erage bill became $10,783. Weston
(FY2008: $14,537) continues to have the
highest average tax bill, followed by:
Sherborn ($12,073), Lincoln ($10,870),
Dover ($10,860), Carlisle ($10,610),
and Concord ($10,125).

Not unexpectedly, these six towns also
all ranked among the highest with re-
spect to average assessed value.
Their rankings by assessed values are
Weston (2), Sherborn (18), Lincoln
(7), Dover (6), Carlisle (13) and Con-
cord (10).

The five communities with the lowest
average tax bills also remained the
same: Hancock ($693), Rowe ($882),
Florida ($1,104), Erving ($1,235) and
Monroe ($1,283). These five towns are
all in the lower 20 percent of average
assessed residential values and, it is
noteworthy to point out that, with the ex-
ception of Hancock, each has a major
taxpayer such as a power plant allow-
ing them to split the tax rate and shift
the tax burden away from the single-

family homeowner. Hancock has had
multiple commercial and residential
condo developments which have shifted
the burden away from single-family
parcels in their community.

Similar to past results, statewide the as-
sociation between the average tax bill
and average assessed value is gener-
ally strong with only a few exceptions.
Key exceptions are communities on
the Cape and Islands, which tend to
have high assessed values but lower tax
bills due to the large number of seasonal
properties and a lower demand for
services. While the Berkshires are also
known for second homes and vacation-
ers, the majority of communities in Berk-
shire County (20 of 25) have low values
and low bills. Only five communities in
Berkshire County have higher than av-
erage assessed values, but these com-
munities continue to have low bills.

Largest Tax Bill Increases:
Overrides, debt exclusions,
and taxing to the levy capacity
In FY2008, six communities experi-
enced increases in their average tax
bills that were greater than 15 percent;
these increases ranged from 15.8 per-
cent to 31.0 percent. Although three of
the six communities’ increases oc-
curred due to overrides or debt exclu-
sions, the other three communities’ in-
creases were due to decisions to tax
to their levy capacity, which they had
not previously done.

In Phillipston, the 31 percent increase
in tax bills resulted from successful
Proposition 21⁄2 overrides totaling almost
$485,000 in increased levy capacity.

East Brookfield (+23 percent) and Na-
hant (+20 percent) each had substantial
new debt exclusion votes take effect.

In the case of Granville (+19.9 per-
cent), Monroe (+18.1 percent) and
Russell (+15.8 percent) the large rate
of increase was due to the use of most
of their remaining substantial excess
levy capacity.

Property Values
Of the 333 communities evaluated,
144 dropped in value from FY2007 to
FY2008. Seventeen communities lost 5
percent or more in value, with Pea-
body’s values slipping the most at
–9.7 percent.

On the flip side, in this category, six
towns gained over 20 percent in value
and a total of 41 municipalities gained
more than five percent in value (this in-
cludes those six over 20 percent).
Aquinnah (+30 percent) had the larg-
est increase of any municipality state-
wide in FY2008. Tyringham, Alford,
Peru, Hawley and Gill were the only
other towns experiencing jumps of
above 20 percent, while all other com-
munities had lower percentage growth
or losses. It is interesting to note, of the
41 municipalities that gained more than
five percent in value all but five (or 36
of the 41) are located west of Worces-
ter County in western Massachusetts.
Aquinnah and two other Martha’s Vine-
yard communities, Edgartown and
West Tisbury, were the only three in the
top 25 of those with rising values that are
found east of the Quabbin Reservoir.

Just a short time ago values were spik-
ing across the state, especially in the
eastern counties. Three years ago, this
story was the inverse: 102 communities
had increases in their values of more
than 20 percent. This decline might
suggest that values are cooling off
sooner in the eastern part. This is also
evidenced by the fact that all but nine
(or 135) of those 144 municipalities los-
ing value are in or east of Worcester
County. This is further evidence that,
even with the time lag inherent with the
assessment process the slowdown in
the real estate market is now translat-
ing into the valuations.

Recertification’s Role
Additional analysis of the average as-
sessed single-family property values
show a correlation to DLS’ community
recertification schedule. The majority

Fiscal 2008 Average Single-Family Tax Bills and Assessed Values continued from page 4

continued on page 8
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(13) of the 18 communities with value
increases over 10 percent just com-
pleted a triennial recertification in 2008.
On the opposite side, only two of 17
municipalities with a drop of 5 percent
or more were in a revaluation year.
These figures show that the largest
changes are still occurring in certifica-
tion years, despite the recent push for
interim year adjustments. All of the 13
communities with value increases in
FY2008 are located in Western Massa-
chusetts, where interim adjustments
are not being done as regularly.

Looking ahead …
The current year data for FY2008
shows what may be the beginning of a
troubling trend in which average sin-
gle-family tax bills and assessed values
in the commonwealth go in separate di-
rections. In FY2008 average tax bills in-
creased slightly from FY2007 while the
average single-family property value
decreased for the first time in a dec-
ade. This trend is likely to continue into

the near future as reports show prop-
erty values continuing to decline, while
conversely there remain many uncon-
trollable pressures increasing the cost
of delivering government services.

Stay tuned for next month’s focus arti-
cle which looks at the impact of suc-
cessful Proposition 21⁄2 overrides on
communities’ levies over this same time
period of FY1999 to FY2008. ■

In our view, the Northfield decision on
the water rights might be compared to
a right of way which a homeowner
might have over an abutter’s land. The
right of way increases the homeown-
er’s property value since it permits ac-
cess and development of the land, but
the right of way itself is not separately
assessed.

For a related article entitled “Lease of
Public Property,” please consult page
two of the June/July 1998 issue of City
& Town which is available on our web-
site. The article discusses the Massa-
chusetts Supreme Judicial Court deci-
sion of Sisk v. Assessors of Essex, 426
Mass. 651 (1998) upholding the taxa-
tion of summer cottages on land
leased by a municipality under long-
term leases. In Sisk, the taxes were as-
sessed on the entire value of the estate
without taking into consideration the
lease provisions limiting occupancy to
the months of April to October. This ar-
ticle is especially relevant since the
ATB cited Sisk in the Smith decision
discussed above. ■

Fiscal 2008 Average Single-Family Tax Bills and Assessed Values continued from page 7

Databank Highlight
Jared Curtis, Analyst, 
Local Aid/Databank

By visiting our website at www.mass.
gov/dls you can find an assortment
of financial data on individual com-
munities.

You can request additional data on
the average single family tax bill or
other property tax related files by
contacting the Municipal Databank
at databank@dor.state.ma.us or
617-626-2384. ■

Legal continued from page 3

Table 2

FY1999–FY2008 State Total Average Single-Family Tax Bill
– Single-family tax bill –

Fiscal Avg. Pct. Actual Pct. Adjusted Pct. Adjusted by Pct. Tax
year assessed value change dollars change by CPI change IPD* change rate

1999 173,576 5.2 2,557 3.8 2,557 1.7 2,557 1.6 14.73
2000 185,009 6.6 2,679 4.8 2,587 1.2 2,574 0.7 14.48
2001 206,789 11.8 2,826 5.5 2,609 0.8 2,614 1.6 13.67
2002 236,229 14.2 3,015 6.7 2,701 3.5 2,727 4.3 12.76
2003 266,350 12.8 3,206 6.3 2,776 2.8 2,804 2.8 12.04
2004 307,361 15.4 3,412 6.4 2,855 2.8 2,884 2.8 11.10
2005 352,820 14.8 3,588 5.2 2,935 2.8 2,863 –0.7– 10.17
2006 385,502 9.3 3,801 5.9 2,991 1.9 2,849 –0.4– 9.86
2007 406,673 5.5 3,962 4.2 3,051 2.0 2,830 –0.7– 9.74
2008 403,731 –0.7– 4,111 3.8 3,083 1.1 2,795 –1.2– 10.00

Change 230,155 1,554 0,526 0,238 –4.73
Pct. change 132.6 60.8 20.6 9.3 –32.1

*Implicit price deflator for state and local government services. The FY2008 IPD calculation is based on the past three available quarters.

http://www.mass.gov/dls
http://www.mass.gov/dls
mailto:databank@dor.state.ma.us
http://www.mass.gov/Ador/docs/dls/publ/ct/1998/CT9807.pdf
http://www.mass.gov/Ador/docs/dls/publ/ct/1998/CT9807.pdf
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In April, one person in most municipal-
ities received an e-mail informing them
that they are their community’s desig-
nated local account administrator. That
person, along with the city/town clerk,
can add or update persons in the
Local Officials Directory, set up new
accounts, and assign permissions to
read, save or submit information. Set-
ting up a new account involves assign-
ing an initial password. Ordinarily,
password maintenance is the most
time-consuming part of an account ad-
ministrator’s role, as users forget or
mislay infrequently used passwords.
To avoid this administrative burden, the
system now has a “Forgot Password”
feature on the main page. Users can
get a temporary password e-mailed to
them at any time and can then enter in
their own preferred password.

Since the pilot testing phase, DLS
Gateway has added a number of en-
hancements and one new module:

• The new module is District Tax Rate,
in which district officials and author-
ized officials in associated municipali-
ties can submit all required forms to
set a district tax rate;

• In city/town Tax Rate, a Classification
Options Table has been added so as-
sessors can try “what if” scenarios in-
volved in different percentage shifts
among tax classes;

• Also in city/town Tax Rate, the LA-5
Options page includes data entry
fields to document the notices and re-
sults of classification hearings so that
local officials can complete all sections
of the form online;

• In Miscellaneous Forms, the CP2
that reports community preservation
fund balances has been revised and
simplified;

• In Schedule A, the report menu now
includes the KAR-1;

• “Forgot Username” and “Forgot
Password” self help features along
with “My Profile” page to store pass-
word hints and answers.

Behind the scenes, an enhancement
can send out automatic notifications to
officials in selected municipal depart-
ments at the completion of any step in
any process in any module. The sys-
tem looks for an e-mail address in the
Local Officials Directory for any official
in the selected department and notifies
them that, for example, the tax rate has
been set or preliminary revaluation cer-
tification has been approved. This ca-
pability will be used sparingly, so as
not to fill local inboxes with unwanted
notifications. However, for those steps
in various regulatory processes where
timely notification is very important to
certain local officials, this enhance-
ment will immediately tell the right peo-
ple what they need to know without
phone tag or postal service delays. It
also augments the “human factor” of
DLS by reminding employees to write
or call and local officials to log in and
check on DLS Gateway. 

The department’s DLS Gateway invest-
ment is based on society’s increasing
reliance on the Internet for exchange
of information and delivery of services.
Not all towns and not all municipal offi-
cials are prepared to make full use of
the Internet at this time. DLS will con-
tinue to support older technologies, e.g.
Excel-based Auto Recap and Sched-
ule A programs, until reliable broad-
band services are available in all com-
munities. Municipalities who decline to
connect key financial and executive offi-
cials, despite being in areas served by
broadband providers, should be aware

of the state’s strategic direction in mov-
ing state–local communications to-
wards online processes. Ultimately, the
Internet is a faster, more responsive, and
less expensive way of doing business.

What is included DLS Gateway now?

For municipal officials:

• City/town tax rate setting and appli-
cable assessment certification forms;

• Schedule A summaries of revenues
and expenditures;

• LA-3 Real Estate Sales Reporting for
Certification and EQV;

• Miscellaneous accounting forms:
Community Preservation Act CP1 and
CP2; Snow & Ice Report; Cash Recon-
ciliation; Statement of Indebtedness;
Outstanding Receivables; Quarterly
Cash Report; Balance Sheet Checklist; 

• Local Officials Directory with local
election reporting;

• Security for local account adminis-
trators to manage user identities and
permissions.

For all Internet users:

• Direct access to the Municipal Data-
bank database through report writer al-
lowing for user defined parameters.
This custom report writer is available
on the DLS website under Databank
Reports.

For more information about Gateway,
please see our website. ■

DLS Gateway Expands continued from page 1

Please remember to
update the online Local
Officials Directory so
that both municipal
and state officials
have accurate contact
information.

http://www.mass.gov/?pageID=dorsubtopic&L=4&L0=Home&L1=Local+Officials&L2=Municipal+Data+and+Financial+Management&L3=Data+Bank+Reports&sid=Ador
http://www.mass.gov/?pageID=dorsubtopic&L=4&L0=Home&L1=Local+Officials&L2=Municipal+Data+and+Financial+Management&L3=Data+Bank+Reports&sid=Ador
http://www.mass.gov/dls
https://dlsgateway.dor.state.ma.us/Gateway/Public/WebForms/Directory/CityTownLandingPage.aspx
https://dlsgateway.dor.state.ma.us/Gateway/Public/WebForms/Directory/CityTownLandingPage.aspx
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ment. The system also interfaces with
the city’s financial software system for
real-time cost and accounting data. An-
other important benefit is that 311 sig-
nificantly reduces the number of non-
emergency 911 calls, freeing up public
safety dispatchers for critical calls. It is
important to note that 311 is not just an
answering service, but a valuable man-
agement tool that provides detailed
data to ensure that accurate and con-
sistent services are delivered. For many
years Springfield had a call center for
Department of Public Works related in-
formation. However, there continued to
be a growing need to provide similar
kinds of services for all city depart-
ments. That’s where 311 comes in.

How does 311 actually work? When
residents dial 311, they will be con-
nected to a call center technician who
can provide or access any non-emer-
gency information regarding city serv-
ices, departments, programs or activi-
ties. The call center technicians are
specifically trained to get the informa-
tion citizens want and if it is not avail-
able, find out how to get it within a cer-
tain turnaround time. The 311 software
package provides technicians with a
comprehensive database of informa-
tion about the city and its operations
that have been created by, and tai-
lored to, each department. A service
request is then generated with perti-
nent information and then assigned a
tracking number so that it can be fol-
lowed once it goes to a department for
response. Citizens are provided with
the tracking number and they can fol-
low the status of their request via the
city’s website.

The 311 program is not a switchboard
or Centrex system. It’s a direct service
department that is empowered to re-
solve problems and provide answers,
most of which will be completed with
one telephone call. The system en-
ables departments to prioritize work
and receive feedback on customer
needs. Direct citizen input will help de-

termine the appropriate allocation of re-
sources over time. The system also pro-
vides information to managers regard-
ing performance management,
problems or issues unique to neighbor-
hoods or identifying capital or infra-
structure needs. In addition, depart-
mental staff are freed up from
answering routine calls or making con-
tinual transfers, allowing them to focus
on the core functions of their offices.
The city has estimated that over time,
17 positions can be reduced by cen-
tralizing calls. The overall investment in
311 depends on the size of the organi-
zation, type of software and telephone
systems selected (some are on the
state bid list), and number of call cen-
ter staff. Because Springfield already
had a call center at DPW, that staff was
absorbed into 311 and a 311 call cen-

ter director was hired. One-time costs
of $90,000 and annual operating costs
of $270,000 are projected. However,
some communities have implemented
311 for initial costs around $57,000.

Timely and effective customer service
delivery is a priority for most public or-
ganizations and 311 is an opportunity
for local governments to demonstrate
their capability and competency to citi-
zens. The 311 system can give resi-
dents a positive first impression of their
municipal government, which they rec-
ognize as being funded by their tax
dollars. 

For information please contact Patricia
A. Vinchesi, deputy director, Springfield
Finance Control Board, at vinchesip@
dor.state.ma.us or 413-784-1582. ■

The 411 on 311 continued from page 2

City and Town welcomes the 
submission of municipal Best 
Practice articles and ideas. 
To do so please contact us at: 
cityandtown@dor.state.ma.us
or by calling 617-626-2377. 

Mark Your Calendars
Assessment Administration: Law, Procedures and Valuations (Course 101)
will be held on August 4 through August 8 at the University of Massachusetts
Amherst. Information regarding this session is available on the Massachusetts
Association of Assessing Officers website: www.maao.org.

The Fall 2008 Course 101 will be offered at Barnstable High School on Tues-
days evenings on October 7, 14, 21, 28 and November 4 and 18. Please note
no class will be held on November 11 in observance of Veteran’s Day. A Bulletin
will be issued in September regarding this training opportunity.

“What’s New in Municipal Law” will be held on Friday September 26, 2008,
at the Log Cabin Banquet and Meeting House in Holyoke and Friday, Octo-
ber 3, 2008, at the Lantana in Randolph. The Bulletin with detailed information
this seminar will be issued in late July.

If you have any questions regarding the above information, please contact Don-
na Quinn, training coordinator, at 617-626-3838 or quinnd@dor.state.ma.us. ■

mailto:vinchesip@dor.state.ma.us
mailto:vinchesip@dor.state.ma.us
http://www.maao.org
mailto:quinnd@dor.state.ma.us
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After eight years as the Massachusetts
Municipal Association’s (MMA) senior
research analyst, Pam Kocher joins the
Patrick–Murray Administration as the
Executive Office of Administration and
Finance’s (ANF) new director of local
policy and deputy chief of staff.

At MMA, Pam’s work on local govern-
ment initiatives included research and analysis on legislation
proposed by the current administration, specifically provi-
sions of the 2007 Municipal Partnership Act. In her role she
had the opportunity to participate in the Municipal Finance
Task Force subcommittee, which drew upon local officials,
public policy organizations, private sector, and academia ex-
perts to develop a new needs-based formula for distributing
unrestricted state aid.

While at the MMA, Kocher says she “utilized DLS resources
on a daily basis, not only for [her] own needs as MMA’s re-
search analyst but also directing local officials to DLS re-
sources.” This proved good practice for her new position, in
which, she serves as the primary liaison between ANF and
the Division of Local Services (DLS).

Within ANF, Kocher is responsible for understanding and
analyzing issues of importance to municipal leaders, the ad-
ministration and DLS. Similar to the role she played at MMA,
Kocher spends her days engaging with local officials, state
agencies and public policy organizations. However since
her arrival in June, Kocher’s perspective has shifted from
that of somebody outside the State House to that of an indi-
vidual at the core of the state’s municipal partnership, re-
porting directly to the secretary of ANF and working closely
with the Offices of the Governor and Lt. Governor.

“I am impressed with the energy and resources this ad-
ministration, and ANF in particular, commit to engaging with
individual communities to resolve community-specific is-
sues,” says Kocher. “There is a local component to most is-
sues. Even if an issue is not initially local policy specific,
everything that occurs in the state occurs in a city or town
and thus impacts our municipalities.”

For ANF Secretary Leslie Kirwan, who began her career in
DLS, the position is of enormous value. “The role of local pol-
icy director both affirms the administration’s commitment to
cities and towns and assures ANF has its finger on the pulse
of local government.”

Kocher’s own interest in municipalities grew out of work as a
researcher at Boston University’s School of Public Health.

Following her graduation from Connecticut College with a
degree in urban studies, Kocher earned a masters of public
health in environmental health and epidemiology from
Boston University.

“During my time as a researcher at Boston University’s School
of Public Health, I most enjoyed my work on community-
focused projects but least enjoyed the multi-year research
cycle involved in bringing large grant-funded studies from
initiation to policy implementation,” says Kocher. “Working
with local governments allows me to continue to work with
communities and turn research into advocacy and policy
much more quickly.”

Thrown into State House life in the middle of a busy summer,
at the close of a two year-legislative session, Kocher finds
time management skills to be essential.

“Being able to stay organized and prioritize in a fast-paced
environment where everything is a priority is imperative,” says
Kocher, who also relies heavily on “interpersonal skills and
collaboration.”

Staying organized, she finds that her days, “involve a nice
combination of collaboration with others and working
independently.”

On the ice, Kocher makes use of a different skill set, playing
defense for local women’s ice hockey leagues. Having taken
up ice hockey in 1990, she is a “huge proponent of women
taking part in and enjoying the game!”

Over the course of her career in municipal policy, Kocher
plans to visit all 351 cities and towns. Although she and her
husband, Jay, currently reside in Quincy, Kocher has called
Marion, Cambridge, Wellesley and Brookline home over
the years.

DLS welcomes our colleague onboard and looks forward to
working with her in this role. ■

Pam Kocher Joins the Administration
S.J. Port, Director of Policy and Communication

DLS Profile

“There is a local component to
most issues. Even if an issue is
not initially local policy specific,
everything that occurs in the state
occurs in a city or town and thus
impacts our municipalities.”

Pam Kocher
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August 31

Taxpayer: Last Filing Day for Classi-
fied Forest Land, M.G.L. Ch. 61.

DOR/BOA: Issue Instructions for
Determining Local and District Tax
Rates. A copy of the Tax Rate Recap
Sheet and its instructions are forwarded
to the town.

Assessors: Begin Work on Tax Rate
Recapitulation Sheet (to set tax rate
for semi-annual bills). Until the Tax
Rate Recap Sheet is completed and certi-
fied by the Commissioner of Revenue, the
community may not set a tax rate nor send
out its property tax bills (unless it issues
preliminary quarterly tax bills or requests
from DOR the authority to send out prelimi-
nary tax notices if DOR requirements are
met). Communities should begin gathering
the information in enough time for the tax
rate to be set and tax bills mailed by Octo-
ber 1. The Tax Rate Recap Sheet provides
Mayors or Selectmen with a ready-made
financial management tool because the
town’s most important financial manage-
ment information is summarized on this
form. The Mayor or Selectmen should re-
view the Recap Sheet in preliminary form
in order to understand the following finan-
cial information:

Page 1 (Tax Rate Summary). The pro-
posed tax levy should be compared to the
levy limit. If a town does not levy to its limit,
the remaining levy is referred to as excess
levy capacity. Excess levy capacity is lost
to the community for the current fiscal year
although it will always remain in the levy
limit calculation.

Page 2 (Amount To Be Raised). This
section includes appropriations and other
local expenditures not appropriated. These
include overlay deficits, revenue deficits,
state and county charges, Cherry Sheet
offset items, and the allowance for abate-
ments and exemptions. By comparing this
information to the prior year(s), any signifi-
cant changes can be determined.

Page 2 (Estimated Receipts and Rev-
enues from Other Sources). In partic-
ular, Section C shows the amount appro-
priated from free cash and other available
funds. By comparing the amounts appro-
priated to the balances in these accounts
(available from the Accountant/Auditor),
the Mayor or Selectmen can get a sense
of how their nonproperty tax revenues are
being used.

Page 3, Schedule A (Local Receipts
Not Allocated). By comparing these fig-
ures to prior year(s), the Mayor or Select-
men can determine any changes in these
revenues.

Page 4, Schedule B (Certification of
Appropriations and Source of Fund-
ing). This section includes financial votes
of City/Town Council or Town Meeting not
previously reported on last year’s recap.

September 15

Accountant/Assessors: Jointly
Submit Community Preservation
Surcharge Report. This report (CP-1)
is a statement of the prior year’s net Com-
munity Preservation Surcharge levy, and is
used to distribute state matching funds on
October 15.

September 30

Municipal and District Treasurer/
Collector: Compensating Balance
Report. If compensating balance ac-
counts were maintained during the prior
fiscal year, a report and account analysis
schedules are required.

Accountant/Superintendent/School
Committee: Jointly Submit End of
Year Report to the DOE. Schedule 1:
determines compliance with prior year Net
School Spending requirement. Schedule
19: determines compliance with current
year Net School Spending requirement.

Accountant: Submit Snow and Ice
Report. This report is a statement of snow
and ice expenditures and financing sources.

Treasurer: 4th Quarter Reconcilia-
tion of Cash for the Previous Fiscal
Year (due 45 days after end of quar-
ter or upon submission of a balance
sheet for free cash/excess and defi-
ciency certification, whichever is
earlier). A reconciliation is the process of
comparing the Treasurer’s accounts to the
Accountant’s/Auditor’s or Schools Busi-
ness Manager’s ledger balance to deter-
mine if they are consistent, and for the offi-
cials to make any necessary corrections.
When the reconciliation is complete, the
Accountant/Auditor/School Business Man-
ager should indicate agreement with the
Treasurer’s balances. Reconciliations are
required every quarter by DOR, but com-
munities and school districts should recon-
cile monthly for their own purposes. The
fourth quarterly report as of June 30 must

be completed and returned to DOR. The
first three quarterly reports of the fiscal
year should be completed timely and filed
in both the Treasurer’s and Accountant’s/
Auditor’s or School Business Manager’s
offices for possible BOA inspection or audit.
Municipalities and school districts may
also use these reports to monitor cash
practices of the Treasurer’s office. If the
Accountant/Auditor/School Business Man-
ager and Treasurer are not consistently
reconciling cash accounts, or if the recon-
ciliations indicate variances, the Mayor,
Selectmen or School Committee should
inquire as to the reasons.

Treasurer: Statement of Indebted-
ness. Massachusetts General Laws Ch.
44, Sec. 28 requires the Director of Ac-
counts to maintain complete and accurate
records of indebtedness by cities, towns
and districts. This statute also requires
Treasurers to furnish any other information
requested by the Director in respect to the
authorization and issuance of loans. This
Statement is the annual report required
from Treasurers to accomplish this pur-
pose. Treasurers should reconcile their
debt records with the Accountant/Auditor
before filing the Statement of Indebtedness
to ensure that the Statement and balance
sheet are in agreement.

State Treasurer: Notification of
Quarterly Local Aid Payments on
or Before September 30. When local
aid payments are transmitted to communi-
ties, the cover letter indicates what funds
(e.g., Ch. 70, Lottery) will be made avail-
able, less quarterly assessments (see
Cherry Sheet attachment for details). ■
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